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DETAILED ACTION 

Allowable Subject Matter 

1 . Claims 1 , 3-4 and 6-20 are allowed. 

2. Claims 20-29 are pending in the application for examination, wherein claim 21 , 
being independent. 

Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or 
described as set forth in section 102 of this title, if the differences between the 
subject matter sought to be patented and the prior art are such that the subject 
matter as a whole would have been obvious at the time the invention was made to a 
person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

4. Claims 21-29 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Bateman (US Pat No. 5,884,032) et al in view of Funck et al (US 2003/0097339). 
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Regarding claims 21- 23, referring to figures 1-3, Bateman teaches a nnetiiod for 
managing data in automatic call distribution system, comprising 

Determining caller data to identify a caller (Col. 9, lines 30-32) 

providing the agent with the customer data document through the agent 
workstation (see figs 1-3; and col. 6, Ins 1 - 60). 

Extracting customer data from a customer database on the basis of the caller 
data (Col. 9, lines 30-32) 

Bateman does not teach formatting a portion of the customer data to create a 
customer data document based on an agent security level, the agent security level 
identifying types of information within the customer data to which a call answering agent 
is permitted access. However Funck teaches access level is selected from a plurality of 
graded access rights, during a booking-in process of an agent and /or an agent 
workstation, an agent profile is activated, which identifies previously-specified access 
rights to customer information, and the customer data document is generated from the 
customer data by matching access rights to the activated agent profile (paragraphs 
0031 , 0032 and 0033). Funck teaches depending upon the vendor with whom the 
customer is dealing, the customer may have differing levels of security. For example, 
three levels of security may exist for a particular vendor code, namely a first, second 
and a third security levels. If the customer computer receives a vendor code 
corresponding to the first security level, which means that the vendor is a highly trusted 
vendor, then all of the customer data may be extracted and transmitted to the agent of 
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the ACD. If the vendor code corresponds to the third security level, only very limited 
information may be extracted and transmitted to the agent. Thus, it would have been 
obvious to one of ordinary skill in the art at the time the invention was made to 
incorporate Funck's feature into Bateman's system in order to format a portion of the 
customer data to create a customer data document based on an agent security level, 
the agent security level identifying types of information within the customer data to 
which a call answering agent is permitted access. Presentation of the customer data to 
the agent based on security level is notoriously old and well known. 

Regarding claim 24, referring to figures 1-3, Bateman teaches the method in 
accordance with claim 1 , wherein an access address is assigned to the customer data 
document, which address refers to an area of a working memory occupied by the 
customer data document, and the access address of the customer data document is 
transmitted to the agent workstation (see figs 1-3; and col. 6, Ins 1 - 60). 

Regarding claim 25, referring to figures 1-3, Bateman teaches the method in 
accordance with claim 1 , wherein the customer data document is buffer stored in a 

working data memory, the working data memory is independent of the customer 
database, and the agent workstation accesses the customer data document from the 
working data memory (see figs 1-3; and col. 6, Ins 1 - 60). 

Regarding claim 26, referring to figures 1-3, Bateman teaches the method in 
accordance with claim 1 , wherein the customer data document is created in a markup 



Application/Control Number: 10/656,870 Page 5 

Art Unit: 2614 

language, and the agent is provided with the customer data document from the agent 
workstation by a browser for the markup language (see figs 1-3; and col. 6, Ins 1-60). 

Regarding claim 27, referring to figures 1-3, Bateman teaches the method in 
accordance with claim 6, wherein the customer data document is created as an HTML 
document, and the browser is an HTML browser (see figs 1-3; and col. 6, Ins 1 - 60). 

Regarding claim 28, referring to figures 1-3, Bateman teaches the method in 
accordance with claim 5, wherein the customer data document is created as a HTML 
document, the working data memory is a web server, a URL address is assigned to the 
HTML document, and the URL address is transmitted to the agent workstation to 
provide the agent with the customer data document (see figs 1-3; and col. 6, Ins 1 - 60). 

Regarding claim 29, referring to figures 1-3, Bateman teaches The method in 
accordance with claim 7, wherein a URL address is permanently assigned to the agent 
workstation, the customer data document created as an HTML document is stored in a 
server assigned to the agent workstation, the server has an "update" function, the 
"update" function is triggered by a connection of a caller to the agent workstation, and 
the customer data document is opened by triggering the "update" function (see Col. 5, 
lines 54-67). 

Response to Arguments 
Applicant's arguments filed December 12, 2008, have been fully considered but 
they are not persuasive. 
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As to Applicant's remarks, Applicant mainly argues that Bateman and Funck do 
not teach formating a portion of the customer data to create a customer data document 
based on an agent security level, the agent security level identifying types of information 
within the customer data to which a call answering agent is permitted access. Examiner 
respectfully disagrees since as shown in paragraph 0031 and 0034, Funck teaches a 
customer data processor stores and processes customer data based on predetermined 
security level to each vendor and presents the customer data to the agents of each 
vendor. For the above reasons. Examiner respectfully maintains the rejection based on 
Bateman and Funck for supporting the Examiner's Final Action. 

Conclusion 

5. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Karen L. Le whose telephone number is 571-272-7487. 
The examiner can normally be reached on Mon and Thurs: 8:30-5:00. If attempts to 
reach the examiner by telephone are unsuccessful, the examiner's supervisor, Ahmad 
F. Matar can be reached on 571-272-7493. The fax phone number for the organization 
where this application or proceeding is assigned is 571-273-8300. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

/Karen L Le/ 
Examiner, Art Unit 2614 

March 29, 2008 



/Ahmad F. MATAR/ 

Supervisory Patent Examiner, Art Unit 2614 



